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director of Professional and Provider Relations, was one of 
about 30 employees interviewed recently for a videotape designed to help win the CHAMPUS bid, and for other promotional efforts. On May 16, the board of directors 
will decide whether to submit a proposal
1 
following a recommendation by executive 
staff May 14. 
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l-800-635-2369------------------
No! Don1t call this number to reserve 
a room or make airline reservations! It's 
Internal Audit's toll-free Florida Hotline 
for Claims Fraud and Abuse. 
Last year, of 451 Hotline calls, 309 
were referred to Customer Service or 
Medicare, and 142 have been or are 
being researched for Private Business 
Claims. This year, as of the end of April, 
69 of the 152 calls received are under 
investigation. 
The Internal Audit Division has three 
distinct units, each with a manager: a 
Financial/Operational unit audits or 
reviews manual systems and tests 
related financial transactions (general 
ledger accounts) and other operational 
activities; an EDP unit audits or reviews 
controls of computerized or automated 
applications, including systems under development and tests of operatiC'nal 
EDP activities; a Fraud Investigation 
unit identifies and investigates poten­
tial provider, subscriber or employee fraud cases to resolution. Provider 
abuse is referred to the Cost Contain­
ment Division. 
"The prevention of loss by fraud and/ 
or abuse, and the recovery of such loss 
is vital to the corporation's business 
image and our general organizational 
and financial effectiveness/ said Charlie 
Menzel, director of Internal Audit. 
Nancy Bradford, manager of Fraud 
Investigation, noted that it's every 
employee's responsibility to protect and properly use corporate assets. It's also important to involve all employees in the fight against fraud and abuse, 
she said. 
In fact, the company's Fraud and 
Abuse Policy requires any employee who has knowledge of, or suspects, 
fraud or abuse to notify their supervisor 
or the Fraud Investigation unit. Notify­
ing Internal Audit, anonymously if 
desired, is as e�sy as calling the unit (791-6554) or the Hotline, or using inter­
office mail (3-Center). 
To educate employees, fraud presenta­tions have been given to various areas 
within the Plan, including Private Busi­ness Claims, Medicare, Cashiers and 
Mail Operations. These have resulted in 
_,, 
many referrals for investigation/prosecu­
tion, such as cases involving a $100,000 
pair of contact lenses, $5 prescriptions 
that were billed to us as $25, and a 
claim for "Rusty," a subscriber's dog. 
Special investigations occur for sub­
scribers with high utilization and provi­
ders who bill for services not performed. 
(Cont'd. on back cover) 
Million dollar month for Request Refund Department 
During March, Request Refund Department employees set an all-time record for recovering mistakenly paid claims-more than $1 million. And outstanding results continue. During the 15 days before this photograph was taken, they collected an average of $39,200 per day. Pictured May 8 1 with a plaque presented by Charles R. Richards, Vice President of Finance, are (first row, 1-r) Accounting Coordinator 








Private Business Operations is organiz­
ing for quality. Our newly adopted Quality Policy says, "Because we care, we will understand the requirements of our jobs; perform defect-free work for 
our customers and associates; design our products and services to meet the 
requirements of our customers; and deliver our products and services defect­
free, on time, at competitive prices. Quality is our way of life." 
A Quality Improvement Team is developing a strategic plan to address 
and resolve quality issues that affect the 
service we give our customers. The plan uses a process thaes been successful at 
IBM, General Motors and IT&T, and it's based upon a cultural change involving 
four absolutes of quality management. They are conformance to requirements, 
zero defects, prevention, and meas­
uring performance by the price of nonconformance. Quality is conformance to require­
ments. A $30,000 car that meets all of its requirements is a quality car. So is a $10,000 car that meets its requirements. T here's no high or low quality. Either a product or service conforms to require­
ments or it doesn't. 
Quality requires a system. A system that causes quality to happen is pre­
vention-eliminating errors before they occur. 
Zero defects is a performance stan­
dard everyone can understand. It doesn't mean you have to be perfect. It means 
we' ll meet the requirements the first 
time, every time, and that errors are 
unacceptable. Zero defects is an attitude of defect prevention. 
Quality is measured by calculating the cost of doing things wrong, or the 
price of nonconformance. This way, 
improvement can be monitored. Our employees know that resolution 
of quality issues is our number one 
priority in serving our customers. Our Quality Policy will be a constant reminder that we're committed to 
delivering superior customer service to our customers. 
* * * 
Competitor Report 
A look at "the Pru" 
from the Mark eting 
Research Department 
One of BCBSF's most formidable 
competitors in both the group and direct pay markets is "the Pru." Whether you 
see it advertised during your favorite football game, or raised high above the 
night lights of Jacksonville, the Pruden­tial Insurance Company of America's 
''Rock of Gibralter" is one of the most 
familiar trademarks in the country. Established in America since 1875, 
Prudential is ranked first among com­mercial carriers based on number of 
group contracts. Prudential celebrated its 
best year ever in 1986, with total sales of over $12 billion. An aggressive, market-driven com­pany, Prudential is a formidable compet­
itor in several life, accident and health, financial and investment markets. Pru­dential's presence is especially notable in Florida, where Jacksonville is the home 
of its South Central regional office. Employing over 3,500 employees in that office and over 250 agents statewide to 
sell accident and health insurance, Pru­dential has the ability to offer an array 
of health products and services to groups and individual subscribers. Some of the health products offered 
by Prudential in Florida are: PRUscrip­
tion-a small-group major medical plan 
for groups of 2 - 49 employees, with 
cost containment features; Prudential 
Hospital joins PPC 
Wuesthoff Hospital and its four satellite clinics in Brevard County have joined 
the Preferred Patient Care network, which now has 96 hospitals and almost 8,000 physicians statewide. Wuesthoff's clinics are Eau Callie Family Medical 
and Dental Services and Suntree Family Medical Services, both in Melbourne; Merritt Medical Center in Merritt 
Island; and Port St. John Family and Dental Services in Port St. John. 
Health Care Plan (Pru Care )-an HMO plan with operations in Jacksonville, 
Orlando and Tampa Bay; Pru Care Plus-a preferred provider-type prod­uct, which uses Prudential's HMO prov­
iders as the network; and Prudential Plus 
(a triple option product). Prudential also offers its "traditional" comprehensive major medical programs, 
and has a Dental HMO and a Dental PPO, although the PPO product is not 
yet offered in the state. 
Prudential's series of Medicare supple­
ment policies designed for the American Association of Retired Persons (AARP) 
are major competitors of BCBSF's Com­
plementary Coverage. Acquired in 1981, AARP is the largest health account Pru­
dential has. In 1986, AARP had more than 5 .4 million enrolled, and it pro­vided Prudential with more than $1.5 
billion in annual premiums. Prudential's commitment to being a leader in insurance and financial serv­
ices will continue to make it a strong competitor of BCBSF. However, because 
of BCBSF's extensive network, its domi­nant share and large local presence in several markets statewide, BCBSF should 
be able to "hold its own" against one of 
the giants of the insurance industry. 
superior customer 
service is when . .. 
We make our customers feel good. 
When we go that extra distance to 
procure what they need, tangible or 
intangible. When we always make 
people know they can count on us! 
Make your voice smile! 
Eleanor Turner 




with _t'Front Desk" 
Health Options of Pensacola's 14-
month-old "Front Desk" program has 
helped lots of military dependents, reti­rees and their families. 
Through an informal agreement 
with the CHAMPUS office at Pensacola Naval Hospital, "Front Desk" helps 
make appointments for CHAMPUS­eligibles who are unable to see military 
doctors as soon as they'd like, said Pat Leonard, utilization review clerk/ analyst. 
Leonard makes the appointments, not only for people whose condition can't 
wait until a military doctor is available, but also for those who need specialists 
the naval hospital lacks, she said. The program was initiat_ed by Barney Dreistadt, Health Options of Pensacola's 
executive director, and Dr. Paul Baroco, 
medical director, following a request 
from the naval base's commanding offi­cer, Leonard said. The program has been very success­
ful, Leonard said, noting that from 
March through December, 1986, the office made appointments for 164 of the 169 requests it received. The remaining 
few cases involved people who needed medical attention sooner than 11Front 
Desk" could accommodate, she said, noting that participating physicians try to arrange appointments within 
seven days. 
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National Library Week 
was festive at BCBSF 
During the recent nationwide 
observation, Bill Condon, man­ager of the Corporate Research 
Library, and Margie Pace, infor­
mation specialist, donned the 18th century attire of lover-librarian 
Casanova and a lady of his day. 
Library technician Lila Bajalia also wore appropriate garb. 
Customer Service 
"Thanks for being so nice" An appreciative subscriber wrote to 
Valerie Rogers, Customer Service Rep­resentative, Gainesville, " ... I appreciate your kindness to me on the phone ... 
showing me you cared made me very 
happy ... Thanks for being so nice." 
"Tops" in Ocala 
"(She) always has a smile for us and answers questions thoroughly and 
precisely," a subscriber wrote of Linda 
Bojarski, Customer Service Representative1 Ocala. She also appreciates Linda's "compassion and interest ... She's tops!" 
Especially thankful 
This letter says it all: " .. .I want to thank 
Linda Brunson (Customer Service 
Representative, PPC) for her extreme 
cooperation, kindness and patience in 
helping out a confused elderly person. 
People like her have become rare for 
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price of nonconformance. This way, improvement can be monitored. 
Our employees know that resolution of quality issues is our number one 
priority in serving our customers. Our Quality Policy will be a constant 
reminder that we're committed to delivering superior customer service to our customers. 
* * * 
Competitor Report 
A look at "the Pru" 
from the Marketing Research Department 
One of BCBSF's most formidable 
competitors in both the group and direct pay markets is "the Pru." Whether you see it advertised during your favorite 
football game, or raised high above the 
night lights of Jacksonville, the Pruden­tial Insurance Company of America's 
/(Rock of Gibralter" is one of the most 
familiar trademarks in the country. 
Established in America since 1875, Prudential is ranked first among com­mercial carriers based on number of 
group contracts. Prudential celebrated its best year ever in 1986, with total sales of over $12 billion. An aggressive, market-driven com­pany, Prudential is a formidable compet­
itor in several life, accident and health, financial and investment markets. Pru­dential's presence is especially notable in 
Florida, where Jacksonville is the home 
of its South Central regional office. Employing over 3,500 employees in that office and over 250 agents statewide to 
sell accident and health insurance, Pru­dential has the ability to offer an array of health products and services to groups and individual subscribers. Some of the health products offered 
by Prudential in Florida are: PRUscrip­tion-a small-group major medical plan 
for groups of 2 - 49 employees, with cost containment features; Prudential 
Hospital joins PPC 
Wuesthoff Hospital and its four satellite clinics in Brevard County have joined 
the Preferred Patient Care network, 
which now has 96 hospitals and almost 
8,000 physicians statewide. Wuesthoff's clinics are Eau Callie Family Medical and Dental Services and Suntree Family 
Medical Services, both in Melbourne; 
Merritt Medical Center in Merritt Island; and Port St. John Family and 
Dental Services in Port St. John. 
Health Care Plan (Pru Care)-an HMO plan with operations in Jacksonville, 
Orlando and Tampa Bay; Pru Care Plus-a preferred provider-type prod­uct, which uses Prudential's HMO prov­
iders as the network; and Prudential Plus 
(a triple option product). Prudential also offers its /(traditional" 
comprehensive major medical programs, 
and has a Dental HMO and a Dental PPO, although the PPO product is not yet offered in the state. 
Prudential's series of Medicare supple­
ment policies designed for the American 
Association of Retired Persons (AARP) are major competitors of BCBSF's Com­plementary Coverage. Acquired in 1981, 
AARP is the largest health account Pru­dential has. In 1986, AARP had more than 5.4 million enrolled, and it pro­
vided Prudential with more than $1.5 billion in annual premiums. 
Prudential's commitment to being a leader in insurance and financial serv­
ices will continue to make it a strong competitor of BCBSF. However, because 
of BCBSF's extensive network, its domi­nant share and large local presence in several markets statewide, BCBSF should 
be able to "hold its own" against one of 
the giants of the insurance industry. 
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with "Front Desk' .' 
Health Options of Pensacola's 14-
month-old /(Front Desk" program has helped lots of military dependents, reti­
rees and their families. Through an informal agreement with the CHAMPUS office at Pensacola Naval Hospital, /(Front Desk" helps make appointments for CHAMPUS­
eligibles who are unable to see military doctors as soon as they'd like, said Pat Leonard, utilization review 
clerk/ analyst. 
Leonard makes the appointments, not only for people whose condition can't wait until a military doctor is available, but also for those who need specialists 
the naval hospital lacks, she said. 
The program was initiat.ed by Barney Dreistadt, Health Options of Pensacola's 
executive director, and Dr. Paul Baroco, medical director, following a request 
from the naval base's commanding offi­
cer, Leonard said. 
The program has been very success­ful, Leonard said, noting that from 
March through December, 1986, the office made appointments for 164 of the 169 requests it received. The remaining 
few cases involved people who needed 
medical attention sooner than /(Front Desk" could accommodate, she said, noting that participating physicians 
try to arrange appointments within seven days. 
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National Library Week 
was festive at BCBSF 
During the recent nationwide 
observation, Bill Condon, man­
ager of the Corporate Research 
Library, and Margie Pace, infor­
mation specialist, donned the 18th 
century attire of lover-librarian 
Casanova and a lady of his day. 
Library technician Lila Bajalia also wore appropriate garb. 
Customer Service 
"Thanks for being so nice" An appreciative subscriber wrote to 
Valerie Rogers, Customer Service Rep­resentative, Gainesville, 1' • • •  I appreciate your kindness to me on the phone . .. 
showing me you cared made me very 
happy .. . Thanks for being so nice." 
"Tops" in Ocala 
1\She) always has a smile for us and answers questions thoroughly and precisely," a subscriber wrote of Linda Bojarski, Customer Service Representative, Ocala. She also appreciates Linda's "compassion and 
interest ... She's tops!" 
Especially thankful 
This letter says it all: (I • • •  I want to thank Linda Brunson (Customer Service Representative, PPC) for her extreme 
cooperation, kindness and patience in 
helping out a confused elderly person. 




Volume up in 1 986 
American Hospital Association data for 1986 showed a slight increase in the 
length of hospital stay for the first time since 1981, and a 11strong upswing" in 
the volume of outpatient services pro­vided by hospitals. 
These two factors indicated that the average community hospital patient 
was more severely ill than in years past. (/As a greater volume of care was pro­vided to less complicated cases in out­patient settings, the proportion of 
seriously ill admitted patients went up," the AHA said. Hospital admissions 
dipped 2.1 percent, inpatient days dropped 1.4 percent, the average length 
of stay climbed slightly to 6.592 days from 6.549 days, and outpatient visits 
jumped 8.3 percent. 
BCBSA testifies on Medicare 
contractor funding for 1 988 
The administration's proposal for next year's Medicare contractor funding is 
almost $150 million short of what will be needed to maintain current levels of 
service, BCBSA Administrator of Fed­
eral Programs Donald Cohodes told a 
House panel. Contractors will need $1.311 billion 11to deliver the 1987 pack­age of services in 1988." The adminis­
tration proposes $1.142 billion plus a $50 million contingency. The Health 
Insurance Association of American recommended $1.273 billion plus a $50 million contingency. Cohodes said BCBSA and administra­
tion proposals differ most dramatically in the budget areas of claims processing, provider and beneficiary services, and the contingency fund. The administra­tion estimates a needed 1 percent fund­ing increase for fiscal 1988 claims 
processing. BCBSA estimates a needed 
12 percent increase just to keep pace 
with inflation and the anticipated 
increase in volume of claims next year. Also, the administration has a longer­term plan to cap claims payment by 
11unilaterally and arbitrarily" reducing 
contractors' claims processing budgets, 
Cohodes said. He said contractors have seen a "tremendous increase" this year 
(Cont'd. on back cover) 
3 
Fraud 
(Cont'd. from page 1) 
T he unit also conducts financial investi­
gations involving employee theft, such 
as for forged money orders, improper 
travel expenses, or overtime payments. 
If you'd like more information or a 
presentation in your area, call the unit 
at 791 -6554. 
BCBS NEWS 
(Cont'd. from page 3) 
in inquiries and requests for reconsidera­
tions and appeals from physicians and 
Medicare enrollees, a trend they expect 
will continue. "In order to meet this 
level, we are requesting an additional 
$37 million, " Cohodes said. 
For the contingency fund, the admin­
istration proposes $20 million, which 
the Association believes falls $30 million 
short of the funds that will be needed to 
pay for changes in the program contrac­
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CHAMPUS bid, and for other promotional efforts. On May 16, the board of directors 
will decide whether to submit a proposal, following a recommendation by executive 
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No! Don't call this number to reserve 
a room or make airline reservations! It's 
Internal Audit's toll-free Florida Hotline 
for Claims Fraud and Abuse. 
Last year, of 451 Hotline calls, 309 
were referred to Customer Service or 
Medicare, and 142 have been or are 
being researched for Private Business 
Claims. This year, as of the end of April, 
69 of the 152 calls received are under 
investigation. 
The Internal Audit Division has three 
distinct units, each with a manager: a 
Financial/Operational unit audits or 
reviews manual systems and tests 
related financial transactions (general 
ledger accounts) and other operational 
activities; an EDP unit audits or reviews 
controls of computerized or automated 
applications, including systems under 
development and tests of operafr,nal 
EDP activities; a Fraud Investigation 
unit identifies and investigates poten­
tial provider, subscriber or erpployee 
fraud cases to resolution. Pro�ider 
abuse is referred to the Cost Contain­
ment Division. 
11The prevention of loss by fraud and/ 
or abuse, and the recovery of such loss 
is vital to the corporation's business 
image and our general organizational 
and financial effectiveness," said Charlie 
Menzel, director of Internal Audit. 
Nancy Bradford, manager of Fraud 
Investigation, noted that it's every 
employee's responsibility to protect and properly use corporate assets. It's also 
important to involve all employees in 
the fight against fraud and abuse, 
she said. 
In fact, the company's Fraud and 
Abuse Policy requires any employee 
who has knowledge of, or suspects, 
fraud or abuse to notify their supervisor 
or the Fraud Investigation unit. Notify­
ing Internal Audit, anonymously if 
desired, is as e�sy as calling the unit 
(791-6554) or the Hotline, or using inter­
office mail (3-Center). 
To educate employees, fraud presenta­
tions have been given to various areas 
within the Plan, including Private Busi­
ness Claims, Medicare, Cashiers and 
Mail Operations. These have resulted in 
-.;it 
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